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Balanced Score Card 

These reports and metrics aggregate DTS performance at the enter-
prise level. 
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DTS Sunrise Report 

This morning report monitors the nightly health of DTS infrastruc-
ture. 

  Network 
  Wireless 

  Voice Telephony Network 

  E-Mail System and PDAs 

  Security Infrastructure 

  Enterprise Data Center Infrastructures 

  OTHER SIGNIFICANT ITEMS 
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Low:      Goal 75%
Med:      Goal 75% 
High:      Goal 90% 
Urgent:  Goal 95% 

Low:      ≤ 1 business hours
Med:      ≤ 1 business hours
High:      ≤ 1 clock hours
Urgent:   ≤ 30 minutes

Time to Initial Contact Low/Med Report
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Time to Initial Response 
These metrics identify and trend the average time to respond to 
a customer’s need. 

First Contact Resolution 
These metrics identify the percentage of customer issues re-
solved with the first point of contact. 
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Application Availability 
This metric trends the availability of key agency business applications.  

Customer Satisfaction Surveys 
This metric trends customer satisfaction on a scale of 1-5.   
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Total Time to Resolution 
These metrics identify and trend the average time to resolve a cus-
tomer’s incident. 

The Department of Technology 
Services (DTS) is committed to 
bringing value and innovation to 
Utah through service and technol-
ogy. 
 
 

Recently, DTS entered into Ser-
vice Level Agreements (SLA) with 
all Utah Executive Branch agen-
cies.  These SLAs identify key 
agency business products and 
services, information technology 
needed to support the agency’s 
business objectives, expectations 
of both parties, and how DTS 
measures SLA fulfillment.   
 
 

Utilizing the Balanced Score Card 
methodology, DTS has been able 

to align our business activities to the vision and strategy of our 
customer’s organization, improve internal and external communi-
cations, and monitor our organizational performance against stra-
tegic goals. 
 
 

The Balanced Score Card process enables us to measure SLA 
fulfillment and the customer’s experience.  Together these pro-
vide us with a score card of our performance. 
 
 

DTS currently monitors the following SLA metrics: 
• First Contact Resolution 
• Time to Initial Response 
• Total Time to Resolution 
• Application Availability 
• Customer Satisfaction Surveys 
• Balanced Score Card 
• DTS Sunrise Report 
 
 
 
 

DTS 
Service Level Management 

J. Stephen Fletcher 
State of Utah CIO  
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